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Northeast Telehealth Resource Center

Disclosures and Acknowledgements:
• Any information provided by NETRC is for educational purposes only 

and should not be regarded as legal advice. 
• Neither NETRC or Andrew have any financial interest, arrangement, or 

affiliation with any organizations related to commercial products or 
services discussed in this webinar.

NETRC aims to increase access to quality health care services for 
rural and medically underserved populations through telehealth. 
We serve New England and New York, and are a proud member of 
the National Consortium of Telehealth Resource Centers.

About Us:

NETRC is made possible by grants G22RH30352 and GA5RH37459 
from the Federal Office for the Advancement of Telehealth, Health 
Resources and Services Administration, DHHS.

https://www.hrsa.gov/rural-health/telehealth


We provide expert 
technical assistance to 
help build and enhance 
telehealth programs across 
the nation. Key focus areas 
include but are not limited 
to: telehealth policy, 
technology, business 
planning, workflow, etc.

Technical Assistance
We develop educational 
materials and resources for 
health systems, providers 
and patients. Includes: 
designing/executing needs 
assessments, identifying 
funding sources, and 
assisting with telehealth 
technology selection are also 
among our specialties.

Education
We connect telehealth 
leaders at local, state, and 
federal levels to raise 
awareness and 
collaboratively produce 
specialized tools and 
templates for telehealth 
programs and providers.

Business Strategy

Our Federally Funded Services

Telehealth 
Protocols & 
Workflows

Policy, Legal 
and 

Regulatory 
Factors 

Technology 
Assessment

Business and 
Strategic 
Planning

www.TelehealthResourceCenter.org

http://www.telehealthresourcecenter.org/


How does your strategic plan define “Telehealth”?

Broadly: the provision of health care, public health, and health 
education at a distance using telecommunications technologies. 

Also Known As:
• Telemedicine
• Telepractice
• Tele-X (i.e. telepsychiatry)
• Virtual or Digital Health
• eVisits
• And more!

In general:
Telehealth is not a service 
or medical specialty, but a 
tool used to deliver care.

Telehealth vs. Telemedicine
While “telemedicine” has been more 
commonly used in the past, “telehealth” is 
a more universal term for the current 
broad array of applications in the field. 

Telehealth Modalities:
• Live Video (synchronous)
• Store-and-Forward (asynchronous)
• Remote Patient Monitoring

Other:
• Mobile Health
• Provider-to-Provider

In your organization:
• What types of telehealth do you leverage?
• How “owns” telehealth program development/management?
• How does telehealth align with population health, patient engagement, and 

value-based care strategies?



The Telehealth Landscape

Drivers
• ACCESS
• Consumer Demand
• Provider Shortages
• Competitive Forces
• Payment Reform
• Readmission Penalties
• Reimbursement

Barriers
• Access/Cost for 

Technology/Broadband
• Licensure
• Limited Privacy and Security 

Concerns
• Resistance to Change
• Digital Literacy/Training
• Legal/Regulatory Questions



Considerations for Telehealth from Home

• Digital literacy
• Technology support
• Interpreting services
• Supports for disabilities

• Provider & staff training
• Legal and regulatory 
• Licensure barriers
• Evolving policy
• Others?

• Ease of use
• Access to technology
• Access to internet
• Continuity of care
• Privacy/security concerns

ProvidersBothPatients



Innovative TH Use Cases/Success Stories

See more Regional Telehealth Success Stories on the NETRC website! 

https://netrc.org/regional-success-stories.php
https://netrc.org/stories/Athol%20Health%20&%20Heywood%20Hospital%20School-Based%20TelePsych.pdf
https://netrc.org/stories/Island%20Community%20Medical%20Services-ME.pdf
https://netrc.org/stories/UVMHN%20Maternal%20Health%20Care.pdf
https://netrc.org/stories/Long%20Island%20Select%20Healthcare%20NY.pdf
https://netrc.org/stories/Care%20Transformation%20Collaborative%20RI-%20Primary%20Care%20Learning%20Collaborative.pdf
https://mhealthintelligence.com/news/pequot-nation-shows-promising-diabetes-results-with-telehealth
https://mhealthintelligence.com/news/new-study-shows-mhealth-games-help-children-with-autism-and-their-parents
https://telehealth.org/sleep-telemedicine-services/


Welcome to Maine!
Maine Seacoast Mission (ME): 
• 110 years old with history of spiritual and medical care 

provided by nurses visiting the islands.

Program Description:
• Telemedicine started over 15 years ago to four islands 

visited by Sunbeam - going off island for a medical 
appointment can be a 2- 3 day trip.

• Primary Care provided on 5 islands, 3 by Sunbeam and 
two land-based units operated by trained medical 
assistants.



Telehealth Program Trends 

• Social Determinants of Health
• Accessibility
• Digital Literacy 
• Broadband and technology access
• Telehealth Encounter Quality

• Patient and Provider Satisfaction

• Electronic Consultations
• Remote Patient Monitoring
• Chronic Care Management
• Telehealth Encounter Quality
• Achieving Value-based Care Goals through 

Telehealth



Electronic Consultations (eConsults)

eConsults are timely communications hosted on a secure electronic platform 
that occur asynchronously between primary care providers and specialist 
providers. A primary care provider initiates the consultation request by 
forwarding a patient-specific clinical question, clarification, or guidance request 
to the specialist provider. The specialist provider can respond to the consultation 
by recommending a face-to-face visit with the patient, responding to the eConsult
directly on the secure electronic platform, or requesting additional information 
from the primary care provider.

Thielke A, King V. Electronic Consultations (eConsults): Promising Evidence and Policy 
Considerations for Implementation. Millbank Memorial Fund. June 2020. 

Suggested Resource:
Electronic Consultations: A Triple Win for Patients, 

Clinicians, and Payers 

https://www.milbank.org/wp-content/uploads/2020/06/eConsults_Milbank_Report_v4.pdf


Chronic Care Management (CCM)

"Chronic care management is care coordination services done outside of the 
regular office visit for patients with multiple (two or more) chronic conditions 
expected to last at least 12 months or until the death of the patient, and that 
place the patient at significant risk of death, acute exacerbation/decompensation, 
or functional decline. These services are typically non-face-to-face and allows 
eligible practitioners to bill for at least 20 minutes or more of care coordination 
services per month."

Suggested Resource:
Connected Care: The Chronic Care Management 

Resource

https://www.cms.gov/About-CMS/Agency-Information/OMH/equity-initiatives/ccm/hcpresources


Remote Patient Monitoring (RPM)

“Remote patient monitoring (RPM) uses digital technologies to collect medical 
and other forms of health data from individuals in one location and electronically 
transmit that information securely to health care providers in a different location 
for assessment and recommendations. This type of service allows a provider to 
continue to track healthcare data for a patient once released to home or a care 
facility, reducing readmission rates.”

Source: https://www.cchpca.org/what-is-telehealth/?category=remote-patient-monitoring

Suggested Resource:
CMS Clarifies 2021 PFS Reimbursements for Remote 

Patient Monitoring

https://www.cchpca.org/what-is-telehealth/?category=remote-patient-monitoring
https://mhealthintelligence.com/news/cms-clarifies-2021-pfs-reimbursements-for-remote-patient-monitoring


Reimagine Commission Final Report
March 31, 2021

“New York has an opportunity to make greater use of 
telehealth, supporting efforts to build a more accessible, 
equitable, effective, and efficient healthcare system. To 
achieve this goal, the State should take action to 
improve access for underserved communities and 
increase the effectiveness and efficiency of telehealth.”

Objective 1: Enact policy 
reform and encourage payors
to develop more extensive 
coverage and reimbursement 
policies for telehealth across 
insurance types.

Objective 2: Empower patients 
with the connectivity, devices, 
private spaces, and familiarity 
to take full advantage of 
telehealth. A

Objective 3: Equip health and 
behavioral health providers 
with the appropriate training, 
resources, and tools to deliver 
high-quality healthcare.

https://www.governor.ny.gov/sites/governor.ny.gov/files/atoms/files/CRNY_Report.pdf


Next Step: Quality Improvement

What’s included?
• Etiquette and Professionalism
• Appropriate applications for when telehealth should and should not be used
• Access to medical records
• Proficiency in taking history and performing appropriate physical exams
• Adequate technology quality (audio, video, etc.)
• Use Peripheral devices
• Privacy and Consent
• Accessibility
• Other?



Tips for Starting a Visit

Do you (or someone on staff):
• Perform brief technology check with the patient (can they see and hear you?)
• Review the provider’s name/credentials
• Confirm patient is in a private, comfortable location (anyone else in the room?)
• Confirm the patient’s identity 
• Review purpose of telehealth visit and confirm patient consent 
• Confirm patient’s current location, including address, city, and state
• Confirm patient’s back-up contact information
• Review back-up/emergency procedures in the event of a technology failure or 

other event
• Reiterate privacy and security of the telehealth software



Telehealth Physical Exam Resources
• Old Dominion University Physical Exam video series:

ENT: https://youtu.be/W_d9L89C4m0
Skin: https://youtu.be/TFxZ9qssZT0
Abdominal: https://youtu.be/eMNl4MEK328
Cardiopulmonary: https://youtu.be/e8OhK7V9Cp4
Neurological: https://youtu.be/iQ_ywLxdgzM
Musculoskeletal: https://youtu.be/VKti8ZP4WTE

• Stanford Medicine Physical Exam video: https://medicine.stanford.edu/news/current-
news/standard-news/virtual-physical-exam.html

• Telehealth Physical Exam cheat sheet: 
https://caravanhealth.com/CaravanHealth/media/Resources-Page/Telehealth_PhysicalExam.pdf

• Webinar Recording- Comprehensive Patient Assessment: 
https://www.telehealthresourcecenter.org/event/guide-to-comprehensive-patient-assessment/

• Thomas Jefferson University: https://cme.jefferson.edu/content/telemedicine-providers-
conducting-effective-telehealth-physical-exam#group-tabs-node-course-default1

https://youtu.be/W_d9L89C4m0
https://youtu.be/TFxZ9qssZT0
https://youtu.be/eMNl4MEK328
https://youtu.be/e8OhK7V9Cp4
https://youtu.be/iQ_ywLxdgzM
https://youtu.be/VKti8ZP4WTE
https://medicine.stanford.edu/news/current-news/standard-news/virtual-physical-exam.html
https://caravanhealth.com/CaravanHealth/media/Resources-Page/Telehealth_PhysicalExam.pdf
https://www.telehealthresourcecenter.org/event/guide-to-comprehensive-patient-assessment/
https://cme.jefferson.edu/content/telemedicine-providers-conducting-effective-telehealth-physical-exam#group-tabs-node-course-default1


NETRC Telehealth Quality Initiative

NETRC is launching a new initiative to better answer the questions:
• What is telehealth quality?
• What are telehealth quality best practices?

• What resources do healthcare providers need to improve or maintain telehealth quality? 

Goals:
• Define the scope of “Telehealth Quality” as it applies to video/audio visits for Primary Care and 

Behavioral Health.

• Establish a regional learning collaborative to identify "telehealth quality" best practices for video 
and audio visits.

• Develop HRSA-funded online e-Learning resources with certificates available for all providers and 
care teams. Resources will be published at www.TelehealthClassroom.org and available for 
integration into local learning management systems.

Contact Asolomon@mcd.org to get involved!

http://www.telehealthclassroom.org/
mailto:Asolomon@mcd.org


Next Step: Equity

How can we address health equity through telehealth?
How can we ensure equitable access to care?

• Staff training and awareness
• Access to broadband and technology
• Support for patient access and digital literacy 
• Equitable program design (e.g. interpreter services)
• Data
• Other?



Social Determinants of Health (SDoH)
Social determinants of health are conditions in the environments in which people are born, live, 
learn, work, play, worship, and age that affect a wide range of health, functioning, and quality-
of-life outcomes and risks.
Examples:

• Availability of resources to meet daily needs (e.g., safe housing and local food markets)
• Access to health care services
• Availability of community-based resources in support of community living and opportunities 

for recreational and leisure-time activities
• Transportation options
• Social support
• Language/Literacy

Source: HealthyPeople.gov



“Hacks” For Accessible Telemedicine

• As you invest in permanent changes to include telemedicine in your practice, 
consider using a telemedicine platform that has capacity to add a third party, for 
example an interpreter for someone who is deaf, or a remote care provider for a 
patient with an intellectual disability.

• Consider reasonably modifying your pre-telemedicine appointment practices to 
allow for additional time to provide a patient with a visual or intellectual 
disability extra assistance with using the video platform technology.

Disability Rights Section, Civil Rights Division, U.S. Department of Justice, October 26, 2020

Source: https://www.telehealthresourcecenter.org/download/3/webinars/4008/10-26-2020-
telehealth-hack-slides-final-v4.pptx

https://www.telehealthresourcecenter.org/download/3/webinars/4008/10-26-2020-telehealth-hack-slides-final-v4.pptx


www.Conference.NETRC.org

http://www.conference.netrc.org/


Online Training Resources

www.TelehealthClassroom.orgwww.NYTelehealth.NETRC.org

http://www.telehealthclassroom.org/
http://www.nytelehealth.netrc.org/


www.TelehealthClassroom.org



Additional Resources

For patients/consumers:
• What to Expect from a Telehealth Visit: 

https://www.youtube.com/watch?v=XEcdpvhl_n0
• Tips for Telehealth: http://bit.ly/tipsfortelehealth
• Telehealth Access for Seniors: https://www.telehealthforseniors.org/

For Providers:
• Telehealth best practices: 

https://www.youtube.com/watch?v=kdTc2Wbi_Ag&feature=youtu.be
• Sample Provider Tips sheet: https://bit.ly/provideretiquette
• Empathy in Virtual Visits: https://bit.ly/teleempathy
• www.NETRC.org

https://www.youtube.com/watch?v=XEcdpvhl_n0
http://bit.ly/tipsfortelehealth
https://www.telehealthforseniors.org/
https://www.youtube.com/watch?v=kdTc2Wbi_Ag&feature=youtu.be
https://bit.ly/provideretiquette
https://bit.ly/teleempathy
http://www.netrc.org/


Thank 
You!

www.NETRC.org
800-379-2021

Join our newsletter!

http://www.netrc.org/
https://visitor.r20.constantcontact.com/manage/optin?v=001CPZXBN9FC9r-TCKm4DttloZ1rAtFPdGI6lZIsXlawAfZ-XDNg24r3lZ4O1a265BlcxCksWOZb3HtHlPG-e4qDcxajnqxGuU1
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